Last Updated: 10/02/2020

Contact Tracing
Supervisor

Quick Reference Guide

,x<

Missouri's Advanced Contact Tracing System



Contents

1. Introduction

2. Troubleshoot MO ACTS and Amazon Connect Log In

3. Contact Case Quick Facts
Case Visibility | Status Definitions

4. Using Existing Contact Case List Views, Queues & Assignment

. Search for a Contact Case with Global Search or List Views & Queues

. List Views /Queues Overview & Definitions

. Re-assign a Contact Case to another Queue or User

. Bulk Contact Case Actions (re-assigning & closing)

5. Creating New Contact Case List Views

6. Using Contact Tracing Supervisor Reports

. View Existing Reports

. Create a Personal Report

. Modify a Personal Report

. Export Existing Reports

7. Other MO ACTS Functionalities

. MO ACTS Emaill

. Inbound Calling

Missouri ) (

Department of Health
and Senior Services

MO ACTS

Missouri's Advanced Contact Tracing System




Introduction

* Welcome to the Missouri Advanced Contact Tracing System (MO ACTS) powered by
Salesforce!

* Your role as a Contact Tracer Supervisor enables our team of Contact Tracers to gather
information about the transmission of COVID-19, help the people that have been exposed,
and ultimately contain this deadly disease.

* Included within this guide are a set of step by step job aids for key supervisor processes
and activities in MO ACTS.

* Thank you for being part of the solution. We couldn’t do this without you!
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Log In to MO ACTS and Amazon Connect

MO ACTS REQUIREMENTS

Make sure the system requirements below are met by your computer:
* Operating System: Windows 7 or MacOS EI Capitan or newer
« Strong Internet Connection

+ Google Chrome as your web browser (Firefox is an alternative browser option)
Need help setting Chrome as a default browser? Reference this helpful article.

LOG IN

* Use the MO ACTS Log In Guide to access your account, and help others troubleshoot first-
time and day-to-day log in.

MO ACTS SUPPORT TIPS

Here are some support tips to apply when troubleshooting MO ACTS access issues:

U Check the user’s browser
* MO ACTS will work best in a Google Chrome browser.
+ If Chrome is not an option, users should use Firefox

U Check the user's URL
* The URL for the production environment of MO ACTS is https://moct.my.salesforce.com/

» The URL could include other words (like lightning), but should only have moct — not mocttrng or
other combinations

* For instructions on how to save this link as a favorite, click here

U Check the user’s log in credentials
* The user ID will follow the format EmailAddress.moct

+ If the user is not sure what their user ID is, they should look for an email from
support@salesforce.com

Continued on next page
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https://support.google.com/chrome/answer/95417?co=GENIE.Platform%3DDesktop&hl=en
https://clphs.health.mo.gov/lphs/diseaseprevention/moacts/pdf/login-guide.pdf
https://support.google.com/chrome/answer/188842?co=GENIE.Platform%3DDesktop&hl=en

Support Tips

AMAZON CONNECT SUPPORT TIPS

Here are some support tips to apply when troubleshooting Amazon Connect access issues:

U Check the user’s browser
* Your Amazon Connect softphone will work best in a Google Chrome browser.
+ If Chrome is not an option, users should use Firefox

U Confirm the user has plugged their headset into the computer
» Ared error indicating that the browser cannot access the microphone will appear until the browser is
given permission to access the microphone

* Plugging a headset in to the same device the user is accessing MO ACTS from will trigger the
browser to request permission to access the microphone — at which point, the user should select
allow permission in order to place outbound calls from MO ACTS through Amazon Connect

U Confirm that the pop-ups are enabled (click here for instructions)

+ Make sure these two URLS are listed to Allow Pop-Ups
MO ACTS: https://moct.my.salesforce.com/
Amazon Connect: https://moprodconnect.awsapps.com/connect/login

U Clear the user’s cache in case they formerly blocked pop-ups or disallowed the microphone
access

Refer to this article for more details on using your microphone in Chrome.
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https://support.google.com/chrome/answer/95472?co=GENIE.Platform%3DDesktop&hl=en
https://moprodconnect.awsapps.com/connect/login
https://support.google.com/accounts/answer/32050?co=GENIE.Platform%3DDesktop&hl=en
https://support.google.com/chrome/answer/2693767?co=GENIE.Platform%3DDesktop&hl=en
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Contact outreach visibility for records in MO ACTS has been set up as follows:
+ LPHA Contact tracers and supervisors can see and edit all cases assigned to their
jurisdiction's queue or a user in their jurisdiction(s)

» If a user is assigned to more than one jurisdiction (i.e. the jurisdiction has data
sharing agreement with another jurisdiction) they will have the ability to see
multiple jurisdiction groups and see, Contact to COVID-19 case records for each
jurisdiction group in which they are assigned. Contact Tracers will be able to view
their primary jurisdiction in a list view as well as view additional secondary
jurisdictions they’re assigned to in separate list views (pre-pended with ‘Cross
Jurisdiction’).

* LPHA Contact Tracers and supervisors won’t be able to see any cases outside of
their assigned jurisdiction(s)

» DHSS users will have access to edit all cases in all jurisdictions

 Acontact case record in MO ACTS has a Status to represent the stage of outreach
in the contact tracing process.

» Every contact case record in MO ACTS will be placed in one of the following
Statuses:

Awaiting Outreach Outreach Underway Monitoring and Support Closed

The definition of each status includes:

« Awaiting Outreach: A contact case that has not yet had any attempted outreach
completed and may be owned by a queue or user.

+ Outreach Underway: A contact case that may be owned by a Contact Tracer or
Queue and where initial outreach calls or attempts have taken place.

« Monitoring & Support: A contact case for which an initial outreach call and
assessment has been successfully completed. The quarantine and monitoring
process is in progress.

 Closed: A contact case that has been successfully monitored and released from
quarantine.
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How to Use Existing Contact Case List Views,
Queues & Assignment

Search for a case

MO ACTS users are able to search for a case using this functionality and are able to
view the searched fields in Global Search Results.

Options to search for a specific contact case in MO ACTS include:
* Global Search
* Contact Case tab - List Views & Queues

Global Search

1. Enter the contact case you are searching for in the Global Search bar. You may
search by any field on the record (e.g., Contact Case Name, EpiTrax CMR
Number).

2. Hit enter to view results or select the contact case to view the record. ?

*

$:  Contact Tracing Cases v Q, “George Rocha®

Cases George Rocha
Recently Viewed v *# Account

10 ltems - Updated a minute ago é

Contact Case tab - List Views & Queues

e Definitions:

» List views allow you to view and filter information for contact cases, which are
owned by MO ACTS users (e.g., contact tracers).

* Queues contain contact cases which do not yet have an owner and must be
accepted.

Missouri Department of Health and Senior Services
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How to Use Existing Contact Case List Views,
Queues & Assignment

Search for a case

Contact Case tab - List Views & Queues (Continued)

View available list views and queues by following the steps below:
1. Select the Contact Case’s tab.

2. Click on the dropdown arrow next to the current list view title to view all available
list views and queues.

3. All existing list views and queues are displayed.

fxf Al w | O Search Cases and more. 2 i A (@3
a Printable View Change Owner
Q, Search this list #- H- G £ €Y
el Tir P 4

6/29/2020 6/29/2020, 3:41 PM v -
10/29/2012 6/29/2020, 10:13 AM -
LIST VI EWS 6/29/2020 6/29/2020, 3:41 PM -
6/29/2020 6/29/2020, 3:41 PM -
All Open Contacts in My Jurisdiction s/29/2020 N — =
6/29/2020 6/29/2020, 3:41 PM -
Contact Tracing Outreach Queue 5/29/2020 6/29/2020, 3:41 PM -
6/29/2020 6/29/2020, 3:41 PM -
Contacts Awaiting Qutreach 6/29/2020 512912020, 3:61 PM -
6/29/2020 6/29/2020, 3:41 PM -
COntaCtS closed 6/29/2020 6/29/2020, 3:41 PM -
6/29/2020 6/29/2020, 3:41 PM -
. . 6/29/2020 6/29/2020, 3:61 PM v

Contacts Monitoring and Support )

6/29/2020 6/29/2020, 3:41 PM -
6/29/2020 6/29/2020, 3:41 PM -
ContaCtS OUtreaCh Underway 6/29/2020 6/29/2020, 3:41 PM -
6/29/2020 6/29/2020, 3:41 PM -
My Contacts 6/29/2020 6/22/2020, 3:41 PM -
6/29/2020 6/29/2020, 3:41 PM A
v Recently Viewed (Pinned list) 5/29/2020 6/29/2020, 361 PM -
6/29/2020 6/29/2020, 3:41 PM A

Recently viewed Cases 6/29/2020 6/29/2020, 3:41 PM v -

ol

Missouri Department of Health and Senior Services
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How to Use Existing Contact Case List Views,
Queues & Assignment

List view/queue overview & definition

Included below is a table with all the existing views and their corresponding
descriptions:

« Top Views
Queue / List view Description
Contact Tracing Outreach Displays all contact cases in MO ACTS, owned by the Contact
Queue Tracing Outreach Queue (not yet owned by a Contact Tracer),

and that are set to Awaiting Outreach status.

Contacts Awaiting Outreach  Displays all contact cases in MO ACTS that are set to the
Awaiting Outreach status, including those owned by Contact
Tracers who have attempted outreach, however, have not yet
completed the first outreach call.

Contacts Outreach Displays all contact cases in MO ACTS that are set to the
Underway Outreach Underway status.

Contacts Monitoring & Displays all contact cases in MO ACTS that are set to Monitoring
Support & Support status.

 Additional Views

Queue / List view Description

Recently Viewed or Displays all contact cases recently viewed by you.
Recently Viewed Cases

All Open Cases in My Displays all contact cases in all stages (Awaiting
Jurisdiction Outreach, Outreach Underway, Monitoring and Support)

and owned by anyone in your jurisdiction.

Contacts Closed Displays all contact cases in MO ACTS that are set to
the Closed status.

My Contacts Displays any cases where you are set as the Case
Owner across all statuses.

Note: Contact Tracers will be able to view their primary jurisdiction as well as
A additional jurisdictions they’re assigned to (e.g. jurisdictions with data sharing
agreement) in separate list views pre-pended with ‘Cross Jurisdiction’.

Missouri Department of Health and Senior Services



How to Use Existing Contact Case List Views,
Queues & Assignment

Re-assign a contact case to another queue or user

At times, you may need to re-assign a contact case to be a different user or queue.

Re-assign to Another Queue
1. From the Contact Case tab, select the list view or queue you wish you view.

2. Click the checkmark(s) next to the box(es) of the contact case(s) you wish to re-
assign to a different user or queue.

3. Click Change Owner.

»* w v | G searcnCasesana mane e 5
i3 Contact Tracing Cases v °

Cases
Supervisor Queue v # Mew
1nrfliS &- W
Epitrax Case C.. T ~  Relationship to Case W Account Name w Epitrax Contact.. v Status “  Last Exposure Date w Date/Time Opened ~
03275 Adult household Geonge Rocha BOLTOS Awalting Outreach 6/29/2020 6/29/2020, 341 PM -
03425 Adult household Maria Ladu B0L6168 Awalting Outreach 8/29/2020 6/29/2020, 341 PM -
03524 Child by case mather Deby lang BOSS63 Awalting Outreach 6/29/2020 6/29/2020, 341 PM A
035246 Spouse sexual contact BOS559 Awalting Outreach 6/29/2020 6/29/2020, 341 PM -
03945 0000 1 Adult household Juan Jose Arreola BO&TIZ Outreach Undersay 8/29/2020 6/29/2020, 341 PM L

4. A new window will open. Select Queues from the dropdown.

Change Owner

You've selected 1 record.

AL : Search People... Q
B People

bn email
4

Il also become the owner of these records related to that are owned by the
current record owner.

o Notes and attachments

o Open activities

Missouri Department of Health and Senior Services
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How to Use Existing Contact Case List Views,
Queues & Assignment

Re-assign a contact case to another queue or user

Re-assign to Another Queue (Continued)

5. Search for the Queue you wish to transfer the contact case to in the field and select
the Queue Name from the dropdown.

6. Click Submit.

Change Owner

You've selected 1 record.

[ - contacl{

Q, ‘contact” in Queues

E Contact Tracing Outreach Queue .—e

current record owner.

= Notes and attachments

e Open activities e

7. A message appears to indicate the case ownership has successfully updated.

° 1 owner has been changed. )¢

Missouri Department of Health and Senior Services
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How to Use Existing Contact Case List Views,
Queues & Assignment

Re-assign a contact case to another gueue or user
Re-assign to Another User
1. From the Contact Case tab, select the list view or queue you wish you view.

2. Click the checkmark(s) next to the box(es) of the contact case(s) you wish to re-
assign to a different user or queue.

3. Click Change Owner.

’x‘ i w | © Search Cases and mars. & » g
i3 Contact Tracing [ Cases v

Cases
Supervisor Queue ¥ # e

s o 0, Search this list &- FW- & |/ € T
Epitrax Case C.. T Case Number “w  Relationship to Case w  Account Name w  Epitrax Contact.. ~ Status “  LastEwposure Date  w  Date/Time Opened ~

1 03275 00001700 Adult hausehid Goorge Racha BOLTOS Awalting Dutreach 8/29/2020 6/29/2020, 341 PM -

2 03425 00001657 Adult household Marla Ladu BoL618 Awalting Outreach 6/29/2020 6/29/2020, 3:41 PM -

3 03528 00001932 Child by case mother Delsy lang BO55E3 Awalting Outresch 6129/2020 6/29/2020, 341 PM -
03524 00001960 Spouse saxual contact LAL NGUR 505550 Awalting Outreach 8/29/2020 6/29/2020, 341 PM -
03945 DO0017EL Adult househoid Juan Jose Arrecla 804793 Outreach Underw vay 8/29/2020 £/29/2020, 341 PM -

4. Type the Username you wish to transfer the contact case to in the Search bar.

Change Owner

You've selected 1 record.

IB w Search People... Q I
Send notification email é

The new owner will also become the owner of these records related to that are owned by the
current record owner.

o Notes and attachments

o Open activities

Missouri Department of Health and Senior Services
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How to Use Existing Contact Case List Views,
Queues & Assignment
Re-assign a contact case to another queue or user

Re-assign to Another User (Continued)
5. Select the correct Username.
6. Click Submit.

Change Owner

You've selected 1 record.

[B ¥ Sophia Nelson

m Sophia Nelson I—e

3 sophia smith

current record owner.

o Notes and attachments

o Open activities

7. A message appears to indicate the case ownership has successfully updated.

° 1 owner has been changed. )¢

Missouri Department of Health and Senior Services
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Bulk Contact Case Actions

Bulk Re-assign a Contact Case to another queue or user

Re-assign Contact Cases in Bulk

Contact Tracers can mass reassign Contact to COVID-19 cases. This will allow a
contact tracer to reassign their contact cases to someone else, a supervisor to assign
contact cases to individual contact tracers, or a contact tracer to reassign contact cases
to a different jurisdiction’s queue. This functionality allows you to reassign up to 200
cases at a time.

A Note: If a user is actively in the Contact to COVID-19 Case record making
updates and their case is reassigned before they save their changes, they will no
longer have access to the case and they will get an error message when they try
to save their changes.

Below are the steps to reassign a case in bulk.

1. From the home screen, navigate to the Cases tab.

2. From the Cases tab, click the drop-down arrow and select an appropriate list view
(e.g. Monitoring and Support).

>x‘ Al

st ContactTraf ||

Cases
Recently Viewed v I : l—o

7 items

Q

RECENT LIST VIEWS

All Open Contacts in My Jurisdiction
2

5 Contacts Awaiting Qutreach

o—l Contacts Monitoring and Support I

> Contacts Outreach Underway

] 3
~ Recently Viewed (Pinned list)

7
ALL OTHER LISTS

Contacts Closed

Cross Jurisdiction-All Open Contacts
Cross Jurisdiction-Awaiting Outreach
Cross Jurisdiction-Contacts Closed

Cross Jurisdiction-Monitoring & Support

Missouri Department of Health and Senior Services
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Bulk Contact Case Actions

Bulk Re-assign a Contact Case to another queue or user
Re-assign Contact Cases in Bulk (continued)

3. Once the list view opens, select the cases you wish to reassign by clicking to the left
of the case number in the checkbox.

4. Click the Change Owner button.

)x‘ Al w | Q  Search Cases and more 2H A @

i3t Contact Tracing Cases v 00001454 v x |
Pinabeven  new | |4

Q_ Search this list... e s ey

Cases
Contacts Monitoring and Support v #

2 items selected

- e tmbar 1 | commtane it o~ [coumy [ s < [com. [ o s ommara. < | comactraat « [ omerrone | Wokrrons v | otrtrore

1 00001035 Maryann Royster 9/22/2020 WASHIN. itaring and Support ctest (518) 448-8982 v -
2 H0001051 Kati Rulapaugh 9/15/2020 ADAIR ing and Support smart 7852197724 ,(785) 4637829 v
°3 H0001077 Tawna Buvens ADAIR ing and Support ADAIR COQ (212) 462-9157 v
4 50001323 Ressie Auffrey ADAIR itoring and Support ctrac 3052874743 v

5. You can now either choose to select a Queue (jurisdiction) or a Person to
reassign the case to.

6. Click Submit.

Change Owner

FY | search fople.

bn email

I also become the owner of these records related to that are owned by the
current record owner.

© Notes and attachments

o Open activities

Missouri Department of Health and Senior Services
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Bulk Contact Case Actions

Closing Cases in Bulk
Close Contact Cases in Bulk

Contact Tracers now have the ability to close cases in bulk. This new functionality
allows for you to close up to 200 cases at a time. Below are the steps to close a case in
bulk.

1. From the home screen, navigate to the Cases tab.

2. From the cases tab, click the drop-down arrow and select an appropriate queue
(e.g. Monitoring and Support).

All

Cases
Recently Viewed v I : |—o

7 items

Q

RECENT LIST VIEWS o

1
All Open Contacts in My Jurisdiction
2

Contacts Awaiting Qutreach

3
o—l Contacts Monitoring and Support I

> Contacts Outreach Underway

~ Recently Viewed (Pinned list)

ALL OTHER LISTS
Contacts Closed
Cross Jurisdiction-All Open Contacts
Cross Jurisdiction-Awaiting Outreach
Cross Jurisdiction-Contacts Closed

Cross Jurisdiction-Monitoring & Support

3. Now, you will see all the cases you own that are in the monitoring phase. Select the
Cas| ’x( Al w Q,  Search Cases and more... kbox_

Contact Tracing Cases ~

Cases

Contacts Monitoring and Support v #

2 itemns selected

— Case Num... T | Contact Name “ | Last Exposur... v | County | Status | Clos... w | Clos... v | (
1 00001035 Maryann Royster 9/22/2020 WASHINGTON Monitoring and Support t
« Q00001051 Kati Rulapaugh 9/15/2020 ADAIR Monitoring and Support
o- 00001077 Tawna Buvens ADAIR Monitoring and Support »
4 00001323 Ressie Auffrey ADAIR Monitoring and Support ¢
5 00001898 Monitoring and Support ]
6 00001930 Carlos Puyol 9/19/2020 GREENE Monitoring and Support

Missouri Department of Health and Senior Services
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Bulk Contact Case Actions

Closing Cases in Bulk

Close Contact Cases in Bulk (continued)

4. Next, under Status update a case to Closed from the dropdown, then click the
checkbox for Update selected items to mass update every selected case status to

‘Closed.’
5. Click Apply.
»

i3 Contact Tracing cases ~

Al w @, Search Cases and more...

Cases

Contacts Monitoring and Support v #

2 itemns selected

- case Number T » | Contact Name ~ | Last Exposur... /| County
1 00001035 Maryann Royster 9/22/2020 WASHIN...
2 »| 00001051 Kati Rulapaugh 9/15/2020 ADAIR
3 »| 00001077 Tawna Buvens ADAIR
4 00001323 Ressie Auffrey ADAIR
5 00001898
6 00001990 Carlos Puyol 9/19/2020 GREENE

v Close... V‘ c

Status v

Close... v

Monitoring and Support ct

Closed v l-o =
A

pdate 2 selected items

ct
o mo “

Monitoring and Support sr

6. Lastly, choose the Closed Reason. Contact Tracers have the option to choose
individual Closed Reasons or, similar to Step 4, you can select the checkbox to
mass upndate the selected items with the same Closed Reason. Click Apolv.

’x‘ Al v Q SearchCases and more...
it Contact Tracing Cases v

Cases

Contacts Monitoring and Support v A

2 items selected
- CaseNumber t v | Contact Name v | LastExposur.. v | County v | Status ~ | Close... | Close... v | Case OwnerA... v | Cont:
1 00001035 Maryann Royster 9/22/2020 WASHIN... Monitoring and Support ctest (518)
2 »| 00001051 Kati Rulapaugh 9/15/2020 ADAIR Closed Ouarantine compieted 5
El » 00001077 Tawna Buvens ADAIR Closed 2)
|_pdate 2 selected items

4 00001323 Ressie Auffrey ADAIR Monitoring and Suppert 252
5 00001898 Monitoring and Support Cancel Apply 6
5 00001990 Carlos Puyol 9/19/2020 GREENE Monitoring and Support smart 3158
- Annn1003 Dnhartn Farine amamn caew Manitaring and Sinnnrt mart s

Missouri Department of Health and Senior Services
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Bulk Contact Case Actions

Closing Cases in Bulk
Close Contact Cases in Bulk (continued)

7. Once all your changes are complete, click Save. Now, all the cases you just closed
will be in the Contacts Closed List View.

Al v  Q  Search Cases and more E

Contact Tracing * Cases v 00001454 v x
?;er:tacts Monitoring and Support v # Changs ow

2 o solected Q, Search this list...

- Case Number T v | Contact Name | Last Exposur... v | County | Status v | Close... v ‘ Close... v | Ca:
1 00001035 Maryann Royster 9/22/2020 WASHIN. Monitoring and Support cte
2 »| 00001051 Kati Rulapaugh 9/15/2020 ADAIR Closed sm
3 »| 00001077 Tawna Buvens ADAIR Closed Quara... AD
4 00001323 Ressle Auffrey ADAIR Monitoring and Support ctre
5 00001898 Monitoring and Support KAl
6 00001930 Carlos Puyol 9/19/2020 GREENE Monitoring and Support sm
7 00001993 Roberto Carlos 9/23/2020 CALDW... Monitoring and Support sm
8 00002086 Carlos Puyol WASHIN Monitoring and Support cte
9 00002098 Geo M George 9/28/2020 TANEY Monitoring and Support cte
10 00002105 Roronoa Zoro ADAIR Monitoring and Support cte

o W

Missouri Department of Health and Senior Services
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How to Create New Contact Case List Views

Create new / custom contact case list views

If the default list views do not show the fields that you personally would like to see, you
have the option to create a custom list view.

1. Navigate to the Cases tab.
2. Click the Settings icon.

3. Select New, to create a completely new list view or Clone, to replicate an existing
list view to then make updates. The Clone functionality can be the preferred way to
create a new list view as it provides a starting point for a user to manipulate.

i3 ContactTracing | cases v e

Cases
Contact Tracing Outreach Queue » e
B0 Ihemms - Sorted by Epitrax Case OMR - Elitered by Contact Outreach Queue - Status - Updated a few seconds ago 3, Search this lst

Epitrax Case C.. & Case Number atio to Case W Account Name ~  Epitrax Contact .. ~ Status w Lt Expos, LIST VIEW CONTROLE _Dnened ~
803524 L 805559 Awalting Outreach 6/29/ 2020 New EFSET] -
H 803524 808563 waltin, ch 6/29) 20208 Clone 341 PM -
803425 804516 Awaltiny ch 6129/, Paname 341 PM -
aoazre 7 h 1291 341 P -
8032 804702 c 6/29/202¢ g St ), 3410
803275 804705 3 &/29/202C h3s1PM -
Ecim List FiRers
] 803136 805602 a/29/202¢ ), 34100 -
Select Pields to Display
802970 30LE53 6/29/202C LI3Liem hd
Dalate
802970 804851 6/29/202¢ ), 3410 -
9 801128 8054, &/29/202¢ 1341 PM -

Missouri Department of Health and Senior Services
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How to Create New Contact Case List Views

Create new / custom contact case list views
4. Enter List Name for the new or cloned list view.
5. Enter the List APl Name.

Note: It must begin with a letter and use only alphanumeric characters and underscores.
The name can’t end with an underscore or contain two consecutive underscores.

6. Select the Radio button to confirm who should be able to view this new or cloned
list view.
+ Only I can see this list view: The new/cloned list view is visible only by you.
+ All users can see this list view: The new/cloned list view is visible for all MO ACTS
users (not recommended).
» Share list view with groups of users: The new/cloned list view is visible to specific user
groups/ MO ACTS profiles.

When creating new or cloned list views, it is best practice to keep the access to Only | can
see this list view, and then to expand access once the view has been reviewed and
confirmed. Typically, you will want to keep access to: Only | can see this list view OR
Share list view with groups of users.

7. Click Save.

° Clone List View

*List Name

Test Training List View

*List APT Name @

Test_Training_List_View

Who sees this list view?
® OnlyI can see this list view _e
All users can see this list view @

Share list view with groups of users @

24

Missouri Department of Health and Senior Services



How to Create New Contact Case List Views

Create a new / custom contact case list views
7. The new or cloned list view is displayed.
8. Click the Settings icon.

9. Click Select Fields to Display to add or remove the columns that are visible on the
list view.

x‘ Al w | O SearchCases and more. [* | 7245 A E'
i3 Contact Tracing Cases - 8
Cases
.. . . Mew Change Owner
Test Training List View = & g
50- Itemms - Sorted by Epitrax Case CMR - Fikered by Contact Outreach Gueue - Status - Updated 3 fow seconds ago Q. Sewnch this lst u - ¢ # @ n
Epitrax .. 4 Case Number v Relstionship to Case w Account Name v Epitrax C... v Status w  Last Exposur... v Date/Time Opened ~ LIST VIEW CONTROLS o
i 803524 00001932 Child by case mother Deby lang BOS563 Awatting Outresch 6/29/2020 6/29/2020, 341 PM Haw
2 803524 00001980 Spouse seual contact LAL NGUR 505559 Awating Outreach 8/29/2020 6/29/2020, 361 PM Clone
3 803425 00001697 it househsld Macta Lacha BOLE16 Amasing Outreath /2912020 6/29/2020, 362 PM F— foh Queus
7 i X I I

. 803275 00001700 Adult househald Gearge Rocha BO4TOS Awalting Outreach 8/29/2020 6/29/2020, 341 PM S o fiers
5 803275 00001791 Adult howehold Glovannl Rochs BOLTOZ Awatting Outresch 6/29/2020 6/29/2020, 341 PM

Eatit Lt Filtars %
[ 803136 00001961 Chiid by case mother Memee Lay Bos802 Awating Outreach 8/29/2020 6/29/2020, 361 PM L outreach

Sedect Fleids to Bisplay
T 0Ty 00001696 Spouse peaual contact Janve Martin Ville Gulternes BOLE5] AeaRing Qutreach /2972020 G/IN2020, FL1 PM

Dalet Rermove 81
E 802970 00001718 Child by case mother Erfek Vills BOLESE Awating Outreach /202020 6/29/2020, 341 PM :
9 801128 Q0001950 Jore Jaures BOSLIS Awating Outresch 6/29/2020 6/29/2020, 341 PM

) ——

10 so01128 00001951 daniel Juarez 505439 Awamting Outreach 8/29/2020 6/29/2020, 363 PM

LIST VIEW CONTROLS

New

Clone

Rename
Sharing Settings
Edit List Filters

Select Fields to Display _o

Delete
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How to Create New Contact Case List Views

Create a new / custom contact case list views

10. Scroll to search and select any desired Available Fields.

11.Click the Right Arrow icon to add the selected field to the new or cloned list view.
12.Scroll to search and select any existing Visible Fields.

13.Click the Left Arrow icon to remove the selected field from the new or cloned list
view.

14.Move a field up or down within Visible Fields. This will move the field left or right
within the list view columns.

15.Once satisfied, click Save.

Select Fields to Display

Available Fields Visible Fields

2h Countdown Case Number
48h Countdown Contact Name 4@
Abdominal Pain Subject
Able to self isolate Status

Account Priority

Account Name Date/Time Opened

Account Name (Local) Case Owner Alias

16. A message appears to indicate you have completed the changes successfully, List
view updated.

o List view updated.
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How to Create New Contact Case List Views

Create a new / custom contact case list views

You may also add or update existing Filters for the list view.

17.Click the Filters button to show filters. Existing filters are displayed.
18. Click any existing filter to edit or view more information.

19.Click the X to remove an existing filter, then click Save.

20.Click Add Filter to create a new filter or Add Filter Logic to create filter logic for
the new or cloned list view.

@2 a@®

Printable View Accept Change Ownear

Q1 Search this list... * - |§_| - o ra U 17

te/Time Opened

Filters X

19/2020, 3:60 PM - o
19/2020, 10:13 AM - Filter by Cwner g
132020, 10:13 AM i Contact Tracing Outreach Queue
¥ .
20/2020, 10:13 AM v atching all of these filters
19/2020, 10:13 AM -

Status 19
19/2020, 10:13 AM v

equals Awalting Qutreach

192020, 3:39 PM v

Add Fllter Remowe All
192020, 3:29 PM - @
29/2020, 3:39 PM hi Add Flter Loglc I
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How to Create New Contact Case List Views

Create a new / custom contact case list views

21.Upon clicking Add Filter, select the Field, Operating and Value.
+ Field: Any field on the contact case may be selected.

+ Operator: Is the reference between the Field and Value. (e.g. in this example we wish to
display all values that equal a specific Gender type).

+ Value: Includes the specific options available as responses for the Field. (e.g. in this
case, for the Field Gender, possible values include Female, Male, Unknown)

22.Click Done.

23.Click Save.
Held
Gender v Printable View Accept Change Owner
Q, Search this list... & - 8- c ra [ n
Operator —e G W
Cancel
equals ¥ DO, 3:40 PM v -
20, 10:13 AM hd
Alter by Cwner
Value 20, 10:13 AM v Contact Tracing Outreach Queue
0 optlons selected 20, 10:13 AM v
Matching all of these filters
20, 10:13 AM -
. Status
Dane 20, 10:13 AM v .
equals Awalting Qutreach
[20, 3:29 PM A4
I ,3:39PM
RO, 3:3 e Gender*
20, 3:39 PM - equals
(20, 3:39 PM v
Add Fliter Remaove All
(20, 3:39 PM v
0, 3:30 PM v Add Filter Loglc
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How to use Contact Tracing Reports

View contact case reports

Reports are lists and summaries that allow you to aggregate and analyze your MO
ACTS data in different ways. Reports are customizable, exportable to Microsoft Excel

or CSV, and can be private (personal) or public. Al MO ACTS users are able to use this
reporting functionality and are all able to export reports.

1. Click the Home tab.
2. Select Reports.
3. Under Folders, select All Folders.

Contact Tracing

m Home

Open Cases

3 E Dashboards

& 4

. # Edit Date)
& le Contact: Jun 2'?“'_\_

7

Cases
T+ ltems - Sorted by Case Number - Filteri tact Mame, Cas|
ago
i Tasks
Case Nu... T Sub W
E Accounts
1 Poss ate) 1

. IB Reports I —

4. Click Contact Tracer Reports.

™ .
222 Contact Tracing

Reports

Reports
Recent
0 kems

REPORTS
Recent
Created by Me
Private Reports
Publlz Reports

All Reports

FOLDERS

All Folders

Created by Me

Shared with Me

Q  Search...

i3i Contact Tracing Reports v [ Reports

@2 a®

Q Search all folders...

v | Created On

Reports
All Folders
9 items
REPORTS ‘ Name v | Created By
Recent | B Amazon Connect Reports Rajaguru Gurunathan

Created by Me
Private Reports
Public Reports
All Reports
FOLDERS
I All Folders
Created by Me

Shared with Me

@ Case Investigator Reports

Amit Mumbarkar

li Contact Tracer Reports

lAmit Mumbarkar

M Dashboard Rfons - Adoption

Dana Chamblee

B Resource ator Referrals ~ Amit Mumbarkar
M Sales & Mal Dashboards

Reports
@ Sales and Marketing Reports
@ Service Dashboards Reports

I Supervisor Reports

Dana Chamblee

Dana Chamblee

Dana Chamblee

Amit Mumbarkar

7/19/2020, 11:19 PM
7121/2020, 4:43 AM
712112020, 4:43 AM
7/10/2020,9:10 AM
712112020, 4:43 AM

7/10/2020,9:10 AM

7/10/2020,9:10 AM
7/10/2020,9:10 AM
7/21/2020, 443 AM

v | Last Modified By
Rajaguru Gurunathan
Amit Mumbarkar
Stephen Slemko
Dana Chamblee

Amit Mumbarkar
Dana Chamblee

Dana Chamblee
Dana Chamblee

Amit Mumbarkar

New Report

“ | Last Modified Date
7/19/2020,11:19 PM
7/21]2020, 4:43 AM
7/29/2020, 8:36 PM
7/10/2020,9:10 AM
7/21/2020, 4:43 AM

7/10/2020,9:10 AM

7/10/2020,9:10 AM
7/10/2020,9:10 AM
7/21/2020, 4:43 AM

New Report (Salesforce Classic)

foRs
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How to use Contact Tracing Reports

View contact case reports

5. All existing Contact Tracer Reports are displayed.
Click on a Report Name to view the report.

/'_"\_‘
x Al v Q Search.. ? A |:Ql
EEE Contact Tracing Reports ~ [l Contact Tracer Rep... ~ X
Reports
All Fol... > Contact Tracer R...  Q Search all folders... New Report New Report (Salesforce Classic) v &~
5Sitemns
REPORTS Name v | Description v ‘ Folder v | Created By ~ | CreatedOn ~ | Subscribed
Recent Contact Tracing .
Open Vs Closed 30 (ngggarfst Tracer Stephen Slemko ;"MZQQDZO’ 8:36 v
Created by Me Days
Open Contacts by '
Private Reports City and (F';‘ontact Tracer Stephen Slemko 7/29/2020, 8:36 -
e eports PM
Jurisdiction
Public Reports o
Open Monitoring Contact Tracer 7/29/2020, 8:36
All Reports with New Reports Stephen Slemko PM v
Symptoms Report
FOLDERS 30 Day Total Contact Tracer 7/29/2020, 8:36
Contact by Owner Renorts Stephen Slemko P v
I All Folders and Status p
Total Contacts by Contact Tracer 7/29/2020, 8:36
Created by Me Jurisdiction Reports Stephen Slemko BM v
Shared with Me
FAVORITES
All Favorites

Existing Contact Tracer Reports and their related descriptions:

Report Description

Contact Tracing Open Vs Shows the total number of contact cases created in the last 30
Closed 30 days days, split by open and closed status.

Open Contacts by City and  Shows all open contact cases inside your jurisdiction, grouped
Jurisdiction by city.

Open Monitoring with New  Shows all contact cases in the Monitoring status where new

Symptoms Report symptoms have been reported.

30 Day Total Contact by Shows all contact cases for your jurisdiction, grouped by case
Owner and Status owner and status.

Total Contacts by Shows all contacts for your jurisdiction and includes all
Jurisdiction statuses.
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How to use Contact Tracing Reports

View contact case reports

Report Description

Average Time from Shows the average amount of time it takes contact cases to
Contact Load to Outreach be successfully reached by tracers from the moment they
were loaded into MO ACTS.

Average Follow-up during Shows the total number of monitoring records entered by
Quarantine/ Contact contact case as well as the average amount of monitoring
records logged.

Number of Contacts Shows all contact cases loaded into MO ACTS with

Loaded into MO ACTS information on the date and time these cases were opened.
Number of Outreaches Shows all contact cases for your jurisdiction, grouped by case
(day by day) owner and status.

Number of Users Actively Shows the number of users that have logged in in the last 14
Using the System days.
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How to use Contact Tracing Reports

Create a Personal a report

1. From the report you wish to modify, click the drop-down arrow next to Edit and
select Save As.

e o e LS

Report: Cases “ )
Total Contacts by Jurisdiction Q| @addChet Y | C ) Edi E_-G

Edit (Salesforce Classic)

Total Records
!

Subscribe
Team t |v || Case Number |v| Account Name v |  Date/Time Opened |v  Person Accot
Export
ADAIR (500) | 00006418 Cordelia StormentTest 8/28/2020, 8:45 AM  Kirksville
00006419 Mollie McdonielTest 8/28/2020, 8:45 AM  Kirksville

2. Enter a name for the new report, and then click the Select Folder button.

Save Report As

" Report Name

I Copy of Total Contacts by Jurisdiction

Report Unique Name @
Copy_of_Total_Contacts_by_Jurisdiction_6i9

Report Description

Folder

Select Folder

Contact Tracer Reports

3. Click All Folders.

All Folders> Contact Tracer Reports

rch folders...
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How to use Contact Tracing Reports

Create a Personal a report

4. Select Private Reports and then click the Select Folder button.

Private Reports

Q Search folders...

All Folders

Created by Me

Shared with Me

1o

Private Reports

Public Reports

Nothing here yet

This folder has no subfolders.

Cancel Select Folder

5. Click Save.

“Report Name
NEW Total Contacts by Jurisdiction

Report Unique Name @
Copy_of_Total_Contacts_by_Jurisdiction_6i9

Report Description

Folder

Private Reports

Save Report As

Select Folder

Cancel Save —e

6. Your new report shows in Private Reports.

Reports.
Private Reports Q, Search private reports New Report New Report (Salesforce Classic)
1litem
REPORTS Report Name v | Description v | Folder v | CreatedBy ~ | CreatedOn v | Subscribed
Recent NEW Total )
Contacts by Private Reports  Train39 Test39 g’ljﬂ 2020, 1:45

Created by Me Jurisdiction

Private Reports

Public Reports

fon
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How to use Contact Tracing Reports

Modify a Private Report

1. From the private report you would like to modify, click the Edit button.

Report: Cases P
. . .. Add Chart Edit v
NEW _Total Contacts by Jurisdiction a ® : M '
1 Fs

Total Records
500
Team 1t |v|| Case Number |v| Account Name v | Date/Time Opened |v| Person Account: Mailing City |+
ADAIR (500) | 00006418 Cordelia StormentTest 8/28/2020, 8:45 AM  Kirksville

2. Use the fields to the left of the report to make your desired modifications.

REPORT ¥
NEW Total Contacts by Jurisdiction ¢  Cases
> = Outline ¥ Filters @ © Previewing a limited
3 Team t [v]| Case Num
@ e
it Groups
ADAIR (20) | 0000661
B GrROUP ROWS
00006619
Add group... Q
0000662
Team x
00006621
M GROUP COLUMNS 00006622
Add group... Q 00006623
00006624
00006625
Columns hd H H H
29 | E.g., Add another column by clicking in the Add
J|_Add column.. Ot . . .
- . | Column field and selecting the desired data element.
ase Number x 00006628
Account Name x 00006629
Date/Time Opened x 0000663
Person Account: Mailing City x 00006631

3. Click Save & Run.

v X kil Report Builder v X e

Got Feedback? ?o Add Chart Save v Close Run

4. The updated report displays with data and the changes are saved for future use.
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How to use Contact Tracer Supervisor Reports

Export existing reports (to excel)

1. Within your selected report, click the dropdown arrow next to Edit.

b [ - ———— *[+) Tl
331 Contact Tracing Reparts v H feports w % [ CasesbyContactTr_ v X

Report: Cases
Q 2cdd Chart T & Edt | w
Cases by Contact Tracer e
- Eciit [ Salesforoe Classic)
rotal Rscoes
12 Sarve s
Case Owree * [~ | Status + =| | Epitrax Case CMB [+ | Epitrax Contact CMR || AccountMame ||| Relationship to Case || | Last Exposure Date |~ Quarantine End Date [=| | County [+ o
r(2) | Avalting Cutrench (3) 804128 805431 John hdarrs - &I T W - Subscribe
Outraach Underway (1) 801128 805436 Soury Jwaraz - 61202020 Ti332020 - 1
(3] Cutresch Underway (1) - Jokin Sith . . -
Dalsto

Avealtivg Outranch (1] BOGDLS B04TRZ Leonarddc Arrecla Akt Pousehald 81292020 Tia3i2020 -

Acd to Dashbosd
Cutrsach Linderain (1) BOGETY 805551 Yare: Thas Honssshold 612012020 713302030 | -

2. Select your preferred Export View.
+ Formatted Report: Exports the report as it appears in MO ACTS
+ Details Only: Exports only the detail rows, allowing for export to Excel or other systems.

3. If selecting Details Only, then select Format (xIs or csv) and Encoding.
4. Click Export.

Export
Export View
Formatted Report Details Only
Export the report as It Export only the detall rows.
appears In Salesforce, Lise this to do further
Including the report header, calculatlons or for
grouplngs, and filkter detalls. uploading to other systems.
Format Encoding
I Excel Format .xls L 150-8853-1 (General US & Western Europa I _e
Cancel Export ‘ —°
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Other MO ACTS Functionalities
MO ACTS Email

Users can send an email to a contact after a call has successfully been completed when
the Contact Case is in the Outreach Underway or Monitoring and Support statuses.

1. Navigate to the selected Contact Case tab. On the Details section, click the Other
Actions tab.

2. The Email tab will open. Click on the Compose button.

it Contact Tracing Cases v 00001911 v X

E Actions & Recommendations

Actions  History

Case

Guided Script - Contact Tracing v Possible Contact: + Follow Change Owner Edit Printable View
(Unknown Date)

v Mark Status as Complete

Status: Monitoring and Support

[ Account Details Y Status Case Record Type Case Owner
Monitoring and Support Contact Outreach (5]

Link a related record

Search accounts, )
Details Other Actions

Related Cases (0) Epitrax Case Speaking
CMR with

Member

Details Other Actions

Email Post Extra Household ...

Write an email... Compose I 2

3. The Email window displays. You will see your email address defaulted in the From
field. Also, the Contact’s email address (if provided) will be pre-populated in the To
field. These fields are editable, if necessary.

Details Other Actions

Email Post  Extra Household ...
From Test User <youremailaddress.moct> v
To Contact Outreach Case <contactoutreachcaseemailaddress> X Cc

Subject Your Subject

L A-B- B I US @<« = [

1
1]
lih
il
il
L]
T

Font - Size - Format - 9
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MO ACTS Email Functionality

MO ACTS Email

4. Before composing your message, scroll down and click on the Insert, create, or

update template button.

5. Click on Insert a template.

Insert, create, or update template

Insert a template...

O

& 11 B

4
6. A new window opens. On the left, select Classic Email Templates category from the
drop-down.
7. Select MO ACTS Citizen Follow Up Email template. This will render an email header
and footer based on the Case Owner’s jurisdiction.
[nsert Email Template
o Select a template for: [£] Contacts [ Leads Cases
Templates l Folder Search :
I Classic Email Templates hd I All v Search templates...
Name o v  Description v  Folder v

MO ACTS Citizen Follow Up Email Template

MOCT-R1.1-US#14

Unfiled Public Classic Email Templates

Feeling_Unwell_Template

Default Template

Qutreach

Tasks: New assignment notification
Positive and Contact Qutreach_Custom
LBOH_Custom

Emplover Letter Reauested Custom

Internal notification to task owner when new task is assi...
External email for positive and exposed contacts
External email for Local Board of Health to review a posi...

External email to contacts when an emplover letter is re...

Unfiled Public Classic Email Templates
ACN_CommunitiesEmail
ACN_CommunitiesEmail

Task Email Templates

CTC Email Templates

CTC Email Templates

CTC Email Templates

Cancel

NOTE:

+ Templates vary among jurisdictions so no
pre-set body message will display.

+ After selecting a template once, it will
become available as a Recently Used

Template.

You will find it for later use when clicking on
the Insert, create or update template icon.

Insert, create,

Insert a template...

RECENTLY USED TEMPLATES

MO ACTS Citizen Follow Up Email Template
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MO ACTS Email Functionality

MO ACTS Emall

8. Fill in the desired content - either by typing a message, or copy-pasting one into the
window. You can use the tools bar on top to change its format or the tools bar at

the bottom to perform different actions:
a) Attach file
b) Preview emalil
c) Clear email and revert
d) Popout to docked view

9. Once you are satisfied with your message, click Send.

I, A-B- B I U S @& <

=
Font - Size - Format - 89

o= 1=

e
"

Coronavirus Disease 2019 (COVID-19) Patient Responsibilities Notification

/luy g | @ @

10. MO ACTS keeps a log of all your sent emails in the Details section of the Contact
Case, under the Email category. Any replies from the contact will be routed to the

sender’s inbox.

_g Emails (1)

Subject From Address To Address Message Date

Confidential: Follow ..

youremailaddress.moct ~ ContactOutreachCase...  8/20/2020, 10:51 AM v
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Contact to a COVID-19 Cases are able to call back through the MO ACTS number and
Tracers will receive these inbound calls and Contacts can leave voicemails if their call
is unanswered. A voicemail will trigger the creation of a missed call task and a
notification will be sent to the assigned Contact Tracer. In this section you will learn how
the voicemail functionality works in a few key scenarios and how it affects the routing
logic for receiving inbound calls.

The Contact to a COVID-19 Case will be calling the existing AWS number for both
inbound calling and for SMS call backs (314-696-69920).

When a Contact to a COVID-19 Case calls, the call will follow routing logic based first
on the case being associated to a phone number or next through the associated
jurisdiction/county. Resulting from this, a missed call task will be created automatically.

There are three potential scenarios:

» Scenario A - Phone Number is Associated to a Case and Assignhed to a
Contact Tracer: The call will route to the Contact Tracer assigned to the
Contact to COVID-19 case and if they are unavailable, a missed call task along
with a voicemail will be created automatically and appended to that case. A
missed call notification will appear for the Contact Tracer on the notification bell.

» Scenario B - Phone Number is Associated with a Jurisdiction: The call will
route to the associated LPHA queue. The contact will then hear hold music for
30 seconds and if no Contact Tracer within the LPHA queue is available to
answer, the contact can leave a voicemail and a missed call task will be created
automatically and appended to that case. A missed call notification will appear
for the Account owner on the notification bell.

* Scenario C - Phone Number has No Associated Jurisdiction: The Call will
route to the Administration queue. The contact will then hear hold music for 30
seconds and if no Contact Tracer within the Administration queue (DHSS) is
available to answer, the contact can leave a voicemail and a missed call task
will be created automatically and appended to that case. A missed call
notification will appear for the Account owner on the notification bell.



Inbound Calling and Voicemail Functionality

Inbound Calling

Upon the contact tracer receiving an inbound call, the Contact Tracer’s Amazon
Connect softphone will automatically pop-up and show a screen similar to the one
below if their status is set to available.

Al w Q. Search Cases and more. +* v‘ 7 131 .!. '/g,‘

it v 00001911 v x

+(631) 335-3444
| Status: Monitoring and Support ~ Mark Status as Complete

v Possible Contact: + Follow Change Owner Edit Printable View
(Unknown Date)

Incoming call

v Status Case Record Type Case Owner

Monitoring and Support Contact Qutreach Contact Tracer g
" record. g PP 0 A

Details Other Actions

v
Epitrax Case Speaking

Household
Member
Contact Status Meonitoring and Support
Type
~ | | I L — A4

L. Phone

NOTE:

* The phone number of the Contact to a COVID-19 Case of the incoming call will
be displayed on top of the Amazon Connect screen.

* You will also find buttons to Accept or Decline the incoming call.
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Inbound Calling and Voicemail Functionality

Missed Call Notification & Voicemail
Contact Tracer: Receiving a Missed Call Notification and Listening to the Voicemaill

Below are the steps recognizing when you have missed a call and how to access the
missed call task and associated voicemail.

1. From any screen on MO ACTS, a Contact Tracer will be able to see that they have
a missed call notification through the Notification Bell at the top right of the MO
ACTS screen. You can also check the Today’s Tasks section from the Home
Screen.

2. When you click the bell, a drop down will appear, showing you that you have a
missed call. This notification will be titled Call: Inbound Call Received. Click the
notification.

[x]~ 2o a@®
& .
«) o @-{P]8 ZRE
- Notifications Markallasread X
— y | Call: Inbound Call Received e

Call: Inbound Call Received x o_ A EED

10/2/2020 2 minutes ago &
[
| |
Call: Inbound Call Received
E 10/2/2020

2 hours ago
Call: Inbound Call Received
=) 9/30/2020

Sep 29, 2020, 11:27PM »

@ call: Inbound Call Received

3. Click on the natification. From here, a new window will open showing you the
Details tab of the missed call task. Next, click the Related tab. Here you will be able
to see the caller’s voicemail message if one was left.

+ Follow | v MarkComplete | EGtComments | Changestatus  Change Priodty | w

Task
=l Call: Inbound Call Received

16785456420

~ Related To
Related To 00001161 Name fnalmna

~ Task Infarmation

Call; Inbound Call Recelved
B8 vy Nguyen DusDate 10/2/2020

Open Friority Normal

~ System Information

Created By ¥4 AWS Integration User, 10/2/2020, 11:62 &M Last Modified By #$ AWS Integration User, 10/2/2020, 11:42 AM
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4. Click Attachments to find the link to the voicemail recording. When you click the
voicemail, it will open a new window in your internet browser so that you can listen
to it.

Call: Inbound Call Received

Details Related

Attachments (1)

Files (0)

» 0:00/0:22

When a Contact to a COVID-19 case calls from a phone number that is not yet
associated with a Contact Tracer, their call will be routed to either the appropriate
gueue (jurisdiction or Admin) and if the call goes unanswered, a missed call task will be
created and the queue Account owner (jurisdiction or Admin) will receive a notification.
The Account Owner can then either act on the missed call or choose to reassign the
case to another Contact Tracer. For an Account owner to view the notification and listen
to a voicemail, please replicate the steps above. If reassigning the case to a Contact
Tracer, please follow the steps below:



Inbound Calling and Voicemail Functionality

Missed Call Notification & Voicemail

Account Owner of an LPHA or Administration Queue: Receiving a Missed Call
Notification, Listening to the Voicemail, and Reassigning the Case

1. Click Attachments to find the link to the voicemail recording. When you click the
voicemail, it will open a new window in your internet browser so that you can listen
to it.

 Task
6;". Inbound Call Received + Follow | v Mark Complete EditComments ~ ChangeStatus  ChangePriorty  w

Relsted To
09001161

Details Related Chatter
v Phaone Call

Call Direction InBound
Call Intention

Call Outcome

Due Date/Time
Phone A, +16785458420
Comments
~ Related To
felated To 00001161 Name fnal mna1 Inal
=
v Task Information
Subject Call: Inbound Call Received
Assigned To 3 Ryan Weidinger Due Date 10/2/2020
- Open Briorty Normal

~ System Information

Created By #5 AWS Integration User, 10/2/2020, 11:42 AM Last Modified By 8 AWS Integration User, 10/2/2020, 11:42 AM

2. Click on the pencil icon to edit the Assigned To field and search the name of the
contact tracer you want to assign the case to.

~ Task Information v Task Information

“Subject Call: Inbound Call Recelved Q

*Sublest Cal: Inbsund Cal Receiver Q

N * hssigned To 1 whewen
LmigradTa N pearcn pecpie. Q ] e
Status B Wy Mguyen *Status, Open
B Sumi Goswanmi
 Systam Infor

Y #yon weicinger

Created By

B Sowjanya Kasminla

[ sunny oon !

3. Click Save. The case will now be assigned to a Contact Tracer and they will receive
a notification stating the Account Owner assigned a case to them.

~ Task Information

Call: Inbound Call Recsived Q
* Assigned To Y vhguen . Due Date 10/2/2020 &
* Status Completed M * Priority Nermal T
v System Information
Created By 5 AW Intagretion Usar, 10/2/2020, 1143 A0 Last Modified By 5 AU Indagration Ussr, 10/2/3020, 11:62 AM

Missouri Department of Health and Senior Services
45



Looking
for help?

Contact the MO ACTS Helpdesk with questions:

Telephone: (573) 526-9533
Email: MOACTS@health.mo.gov
Hours: 8:00 am — 8:00 pm, Monday - Friday
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